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ABSTRACT ^ ^ / * . ' , ^ - 

^ An experimental "program placed; computer termiiials in 
four ,San Franbisco Bay Area public libraries to be^asfed to provi^e^. 
x>h-line computer search services to/library..,patrons-. The first f eif ^ , 
molxths <^of op,eration^of tte experiment showed that there wa's a 

'significant impact on the> participating libraries^ ,on the librarj. 
patronsj and on» the community and society at large* )iii|ong. the 
observations; m^de of^ the program were. that:, providing, computer se^axch 
servfces is going to Qost the library mote than just the cost of the 
comp'uter time used, t haft librarians must learn new skills, to,^J)e : . 
effective searchers, that search services reguire a high' degree, ^of. 
interlibi^ary cooperation and communication, that many of the clietots 
f bir these services will be people who would -not .ordinarily use public^ 
libraries /^'and the community will develop an increasing awareness o£ 

.the power of information* (JY) , * 



♦ . Docum'ents acquired by'ERIC include many -informal unpublished - 

♦ ^materials not available, from ^ther sources* ERIc' makes every ef£or;t 

♦ tp obtain the best copy^available* nevertheless, items of marginar 
=♦ reproducibilityCare often encountered* and this, affects the quality . 

♦ of the micrjoficne and^hardcqpy i^eproduetions ERIC wakes availably 
*♦ via the ERIC Codument Reproauction *Siervice (EDRS) * ED]RS isj not / . 
,♦ responsible for the quality of th^e' original document* Reprbductions 

♦ supplied b^y EDES are the best th^^ can be mad^ from the origlnali " 
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Oh January Zlf^of this year the San jQ5c,Clty Putllc Library 
submitted ii^^-outlnfe request to thie city council that they be e)(;cused 
from participating in an NSF-OSIS sponspred project called OIAl^lB which 
was providing on**line search services tlirough public 1 libraries In San 
Mateo and Santa Clara Counties/ In l^he 'request » the city librarian 
explatfled that recent staff cuts toglcther w>lth 'a high demand for on-line 
searches 9 Wer* having an adverse impai^*on other service; of the 
1 Ibrary« * * • 

. ■ • • ' ' ' * ' ^ . 

Surprisingly^ the San Jose Cit;y CouncI 1 yoted against terminating, 
the experiment; with several council members ""commen ting that the program 
was providing real services and should be continued* v 

The* Story has a happy ending for both sides^ hqw^er. The couacil 
Instructed the city manager^s office tO/W6rk with both the library and 
San Jose State University (university studehts were responsible for more 
than^O percent of the requests) to work out some solution* A San Jose 
State graduate student. In library science now works aj: the city library 
.for six hours a week to assist the Ubrary^staff Mn performing iearches^ 
The student gets credit for her work ahcf, since she«*happens to be 
experienced In ons'tlne searching, the library staff Is free to perform 
their other functions*. 

Thts^Jhf a prim^ example of the impact of computer search- services 
on publTc'^l ibrary operations >^and points up the need for research to 

explore this, area* . 

♦ ■ 

The DIALIB project Is a major efforr to determine the* potential/^ for 
providing on-line search services tlirough publ ic 1 ibrarles and to 
predict what the ^impact of $uch services will be both on the libraries 
and library patrons.- In this project tife Lockheed Pdlo Alto Research 
Laboratory^ (Oscar Firschejn, Project Director) Is cooperating with the 
Cooperative Information Network , a mult 1 -county cooperative library* 
rietwork ^located In the Sdh Frdnclsco Bay area. Four flhrarles have beeh 
selected to serve as search centers - two city llbrarl<^s» one county 
library and one county reference facility. Each center is provided with 
a computer terminal «to access DIALOG services, initially, two 
1 lb rar tans from each, library recefved training on the Dl/^LOG system. 
They ttien trained of:her librai'ians both at their own facllUles and at 
other libraries fn tfreir organlzatVon* During the first year the 
I il>raries pay only the telephone 4Mrie enlarges involved In searching - 
each library recelv.ed 16 hours of demonstration time and 16 hours of 
search time. During the si^cond year^^eaph 1 Ibrary wl II b^e required to 
pay 50% of the search costs With l& hpu^s of demonstration time and- 32 
hours of si^arch time aval lable.^ By thej third year of the project, the 
. libraries will be expected to pay the full costs of searching plus the 
termihal rental costs» . ^ ' \" 

Library patrons can request a computer sea rc>i through any library 

I n j|lther of the two counties. Qupry hegoti talons are handled i9cail.y 

and the completed search r<^uest forms are forwarded to the / 
ti^minal-equTpped libraries for searching* • ^ ' ^ 



^ This js not a rigid expertfnent» but rather a flexible working 
agreement«llEach library Is free to/istNcture Its serWces ^as UJwishes. 
There Is constant coordination and communication on the^ working 
1 tbrarlan level and» In addItIon» there are frequent meetings between 
the. project staffs the evaluation staff ^ and the heads of the 
participating libraries. As A result^ the libraries have played a very 
active role In tWs project from the beglnn^nig*. * , ' - 

■ *■ ' * ■ • 

Our group - Applied Commun I cat ]on-1 Research - serves as an 
Independent eyaluator of the DIALIB project* Because of the importance 
of th4s study it Is being intensively evaluated «^ in factt the 100 
percent samp 1 1 ng we are employing would most probably be termed ''over 
evaluation" but we feel it Is important for t^is project. 

""^f^h^ipollected for the evaluation inc^ludes: 

A cpmbinatlon query negotiation and search history form 

filled out at the library. ^ * . • 

A detail sheet from the DIALOG computer describing the ' , 
computer search t and » . 

. ^ . ■ ' / ^ 

a follow*-up questionnaire which Is ,sent to each library 
* patron who receives a DIALOG search. , ' 

in additjioa^ we also plan^ but have not yet implemented^ followup 
interviews with a sample of patrons and Interviews with the librarians 
who are participating in the project. Also/we nowJiave In the field a 
separate sub-*study, being, conducted by Hike Cooper of ^the Berkeley School 
of LIbrariahship to determine the time*cost of dolhg iThALOG searches In ' 
the libraries. 

' . ■ "* ■* 

The DIALIB project h^s novy been i,n fuU operation for approximately 

seven months » so It Is early to make statements based on the empirical 

evalua^tion data. ' * i , . * 

■ • ■ ' ' <' 

Here are some summary figures from late Januaryt however ^ to give 
some indication of what Is happening. . ^■ 

We ire now getting approximately 200-?25Cl searches per 
'\ iiKMith from th€ four libraries* 

The mean search 'time ,(thts Is connect time only) Is 
about 30 minutes. Search preparation time also, averages 
around 30 minutes'. 

^ The patrons requesting searches seem to b^ primarily' 
people who do not ordinarily use public libraries. The 
lar'gest group is composed of technical professionals t and a 
• large, proportion of their searches are Job*»*elated. the 
next highest group Is composed of college students; then/ 
educatloiF professionals and professional library personnel. ^ 
As ,a groupt people request Ihg searches tend to be much more ^ 
^ ^ighly edutated than the usual piibllc library patron. More 
%han 80 percent wi^e college graduate;^ and more than 'lO 
percent had advanced degrees. ^ 



The most popular data base$ are (fn order) NTIS^ E(jtc, 
Psychology Abstracts; .and Soelal Science CI tattons* , The A ' 
various DIALOG, technlcar data bases all show just about ' ' 
ectual use* 

^ ■ \ Feedback from^tisers In^^cate that almost 70 percent 

feel the results of their searches were bf -considerable or 
major value. Not surprisingly^ we are seeing a high degree 
of repeat usage. " . o 

' ■ ' " '' ■ * . ' . <■ 

-I The next set of observations concern the potential ImjJact of 

» on"*ltne seardi Services on the ribrarv, the user, and the community* 
They are /of course, based on llmltedl experience and will undoubtedly' 
/ have to be modrfFed once the libraries start to charge for thtfir , 
services.** - 1 * ' * * r 



IMPACT ON THE PUBLIC libraries; . 

!• Providing computer search services *is going to cost beyond , the % 
costis for the searching/ ... . 

. ' . \ ' ■< ■ 

It takes time to train the staff members to search x . ^ 
successfully* Approximately one and a half days of training 
and practice are required to learn the DIALOG system and 
thert*the searcher msut learn the Idiosyncrasies of 
^ lndtl^ldua'1 data bases* Al so ^ several of ^he Impact areas 
dUcuissed below have cost Implications. 

2. Provision of search services requires a high degree- of lntpr**l ibrary 
cooperation and communication^* • ; ^ 

' It does not seem feasible to have a terminal at every 

.library. A Vcritlcal mass^' of search , requests are needed to 
create an efficient search staff* ^This suggests that 
' I fbriiries must ^route search requests to a oe^tlral search <r 
Ijbrary. One of our, major problems In the early stages of 
/ , this experlment^w^s convincing the libraries to accept^ '\; - 
I common forms for search requests. If our experiences are . 
any guide, this may be a major barrier to the'vl^fcl 1 Ityof 
on-* line searching via public libraries. ^ 



/3* tibrarians must' learn new skills/^ .particularly how to serve as 
"InterfSce" personnel. ' 



J 



The use of on-line searches at the public library will 
preate demand for new kinds of documents not norinally found 
fn public libraries and for new^ soph tstlpated information 
pnckages. Initially, librarians will not have access to 
'these sources In their own libraries and should learn to 
serve as an Interface^ directing patrc^s to these new 
'sources. " * 
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1|. .The role'of the pubifc library will change," , ' 

Host ptibllc V<brarles. are seen fis static Information 
• sourdes. The provision of on-line searching will make' thert 
appear more dynamic. They hHI bibgln to attract a new type 
of patron -"oi^exho Is more sophisticated In his Information 
needs. To meet these needs, be they from city government, 
from area. Industries or from local cl^tlzens, the library 
must begin to, acquire more sophisticated sources and?to 
provide more sophisticated services. 
- . , ' ■ ' • ■ ' .■ 

5. The changing role of the library wi ll make? the library more visible 
In the pol I tics of local government. " . 

This observation comes dtrectly from the San Jose experience . 
and from the^f^ct that many municipal agencies In San Jose 
- are using- the' search services^ Once a library. begins' to ^ 
provide more sophisticated servjces. It will find ft vet7 ' ' 
. , dlfflfult to downgrade them; Unless careful planning has ^ 
; preceded the Inlfpductlon/ the library may find itself with ' 
an unmanagable problem. . , ^ 

6v . Fee-for--servIce will have a very t^rofoiinll Impact on the public 
library. * ■ ^ 

It seems reasonable to expect libraries to charge for 
on«^1 Into searching^ and perKaps for bthe.r sophisticated - 
Information services. The four libraries Involved In our 
study in California are now actively plann^}ng for how they 
will charge for servlcfe beglnrilng next' July, ' , 

Wajor qyestlons* Involved In setting feesT arer ^ . 

•' ' . " '• ■\- ■ ■ ■ ^ * 

How ttjuch to charge - shouTcl yot^ charge onlyN'or 
the search costs (ahd printing) or should you also 
charge for staff time required for negotlajtlon and 
^jearchlng? . . . \ 

\ - \ ■ ^. ^ 

Should yoU charge .a flajt fee, or should searches, 
be charged on actual time required? 

Given that the average computer search costs will 
be around $30 (based on $'l per minute) should 
there be a sliding scale Which tovlefs commercial 
cllepts more, so priyate cl lents (particularly 
' school chtldre|i) can be charged less? 
. . ■ ' ' ■ ' L 

Should search fees be ulsedvto support other 
. 1II^rai7 services? : 1^ 

How will the' search fees be collecteid? 

Impllcl^t In all^these questions are probUms of accounting 
In the II bra rle^^ the political Impact of jcharglnj for 
library services » etc. ' ; • p ^ 



/One last comment on the Impact on librarleSi» In one of our 
\ libraries, people are al ready Wing the computer terminal used for 
bn-llne searching for other purposes primarily for accessing other 
computer services* This suggests that perhaps the library' terminal^ 
could' be used for, other kinds of services* Maybe the library could 
provide access to other computer services through some commercial 
computer system such as TY^SHARE, as well as use sc^tvlces themselves 
(e,g. BALLOTS). , _ 

IMPACT ON THE PATRON . ; 

It Providing on-* line search services through th^ public llbFarles will 
allow a large group of people^ who would not otherwise be able to afford 
It, access to computer searchlngt ^ • . ; * 

2* Many joff the cl ients for these services wtll^be people who would not ^ 
ordinarllV? use public libraries * primarily highly educated professional 
and technlca.1 people* _ • 



3« This new cla^s of users will be more sophisticated*^ Information 
seekers ^ they will be aware of (or will Ibam about) new InfoVmatlon 
sources and wfll generate a demand for these services at the pybllc 
library leveK r 

k^^ There will be an Increasing re 1 lance on the pubtic library by these 
patrons and the more services they are provided through the public' 
libraries, the greater >I 11 be their reliance on them« 

IMPACT ON THE COMMUNITY AND SOCIETY / ^ . 

1. The main Impact on the commuriityy we see, is*an Increasing awareness 
of the. power of Information^* • 

f ■ ,- . , ... , ' . , . 

' * r Information Is power and, unfortunately Its • . 

.distribution seemsvto be Influenced by tKe Matthew effect - 
those that ^have, get more* We now have what could best be 
termed as 'information elite'' and as Informatlon/tools have 
become more sophisticated,- the ga^ between the Information 
elite and everyone else has become larger and larger* 

« • 0 ■ ■ • * ^ • * ■ \ 

Providing on-Tine search services through public 
^ libraries^ and the resulting Increasing sophistication' of 
the public library, wl 1 ^hopefully do something to reverse 
this trends We all read about the day when everyone will ' 
have computer terminals in the home and complete access to 
vast data banks* Such dreams are coming more real day by ' 
day ^ but It will be at least one decade *- /or maybe two «- / 
before they become reality* Terminals In jpubMc libraries » 
where everyone can have access to them are possible now* 
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We v(1t1 probably see ne4(r ktnds^ of dati bases t as a new 
user population develops coimnunlty service data bases ^ ^ - 
consumer dataf' bases ^ data b?ses for do-'lt'-yourselfefSit etc* 

In additlont we may see an Increasing public awareness 
^ of and Inte4Msst In continuing educatroA'^ programs which 
In turn genelMte needs for stin 4ore data bases* 
-.■ . • . • * "',■=■•"■ 
We have all read about what will happen when we can put 
a computer terminal In every home - It sounds Impressive and 
It win be /but that day Is stril one to two decades ^off, 
' We can put computer te^Inals In public libraries now - and 
everyone will have access to them. These terminals could 
provide many kinds bf service; on-line searching Is only 
one possibility, Such serVlclfes can be provided at an 
economical cost through the ^publ ic l ibraries, apTd when 
they are provided^. they will have a very profound Impact not 
only on the libraries, button the iiiiers and their 
/ communities as welK 



